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Abstract 
Today’s highly competitive environment forces enterprises to pay attention to quality and human resources needs in order to 
be sustainable. This paper presents the view of the authors with respect to the relationship that exists between total quality 
management, human resources management, competitiveness and  ISO 9000 and the impact of this relationship on the 
sustainability of the enterprise. The proposed conceptual models will help the persons of interest to have a better 
understanding of the relationship between the practices and step by step implementation to improve business performance. 
© 2013 Published by Elsevier Ltd. Selection and/or peer-review under responsibility of SIM 2013/12th International 
Symposium in Management.  
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1. Introduction 
This paper focuses on demonstrating that Total Quality Management (TQM) has a special relationship with 
human resource management when it comes to systems for continuous improvement. Human resource 
management is practiced as part of quality planning at the enterprise level and thus directed to the needs of the 
internal consumer. Furthermore, the purpose of performance management in TQM and human resource 
management is to improve performance; therefore, the challenge is not only to improve the quality of the system, 
but also to improve people’s performance. 
TQM is recognized as one of the major innovations of the last decades in the field of management. There are a 
variety of definitions of TQM, but in this paper we will refer to this concept as "the efforts to meet and preferably 
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exceed the needs and expectations of customers with the lowest cost through continuous improvement of labor, to 
which all those involved have a commitment, focusing on the processes of the organization" (Isaksson, 2006). 
2. The relation between total quality management, human resources and competitiveness 
"TQM is both a philosophy and a management program" (Palo & Padhi, 2005). In implementing TQM 
processes in an enterprise, the Human Resources Department plays a major role: that of developing and 
communicating the TQM vision, of preparing the organizational details for the implementation of TQM 
procedures, the actual implementation and providing necessary support to maintain the enthusiasm about TQM. 
The Human Resources Department can act as a pivot agent in the change process with comparative analyzes of 
the needs of the enterprise. It may also develop and deliver training programs that reflect the long-term mission 
and vision of the company. 
Human resource management can act as a tool with a major role in the implementation of TQM in two ways: 
x By modeling the TQM philosophy and principles at operational level in the department, the Human Resources 
Department can serve as a launching point for the TQM process across the enterprise. 
x The Human Resources Department, with help from the management team of the enterprise, can transfer this 
process from the department level to enterprise level by creating an organizational culture necessary for the 
development and acceptance of TQM. 
The Human Resources Department also has a major role in the recruitment, selection, appraisal and 
development of reward systems to institutionalize a quality-based orientation. An assessment of the capacity of 
the Human Resources Department to institutionalize TQM starts with an understanding of the TQM philosophy. 
In other words, TQM relies on the involvement of the management team and that of the workforce.  
Over the past decades, TQM and Human Resource Management were important aspects of the business 
environment, being a subject of much research in the field due to the major impact that they may have on 
individual and organizational performance (Ooi, Teh, & Chong, 2009). Intensifying the efforts to increase the 
competitiveness of the enterprise is a necessity nowadays and must be achieved through an approach in terms of 
TQM and human resources (Hataani & Mahrani, 2013). TQM is an approach whose goal is to maximize 
competitiveness through continuous improvement of product quality, human resources, services, processes and 
environment (Jumenez & Martinez-Costa, 2009). TQM can be explained as a relationship between systems and 
the implementation of quality, closely related to competitiveness and performance (Azizan , 2010). The role of 
both human resource management and TQM is to create a culture / high performance-based system (Ooi, Teh, & 
Chong, 2009). 
Performance management is considered to be an important step towards developing human resources and 
improving its performance (Khoury & Analoui , 2004). A performance evaluation system, well established 
(Cabrera & Cabrera, 2005), works to support human resource activities to maximize competitiveness. The 
activities of the enterprise performed for the professional development of their employees aim to align the human 
resource quality to the business needs. Using training and professional development programs should result in 
increased employee efficiency, and therefore the latter will have competencies, abilities and enhanced skills and 
as well the ability to share them (Cabrera & Cabrera, 2005). Leadership at enterprise level can be defined as the 
ability of an individual (the leader) to convince a team / group of employees to follow instructions in order to 
achieve the targets set at enterprise level (Robbins, 2003). 
The above analysis emphasizes that Human Resource Management and TQM have significant effects on the 
competitiveness of human resources. Since there is a limited number of a rigorous research on this issue, the 
authors propose a research framework to analyze the effects of total quality, human resources and 
competitiveness. Figure 1 shows the relationship between human resource management, total quality management 
and competitiveness. In this theoretical model the human resources and TQM practices are independent variables 
and the human resource competitiveness is the dependent variable. The model attempts to provide a basis for 
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further analysis of the influence of human resource and practices regarding the quality on the competitiveness. 
The model suggests that the greater the degree of presence of good human resources practices and total quality 
are present within the  enterprise, the larger is the human resource competitiveness and hence the competitiveness 
of the enterprise.   
 
 
Fig.  1 Relationship human resources - total quality management – Competitiveness  
 
Fig. 2. The human resource involved in TQM 
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TQM literature explained by the following chain: the supplier is a partner - the employee is a good (product) - 
the client is a guide. Drawing a parallel between human resource management and TQM we find that total quality 
principles can easily be applied to improve the quality of human resources and thus to maximize its 
competitiveness. In terms of human resource TQM involves a close relationship between human resources factors 
and human resource specific results (see Figure 2). 
3. TQM, ISO 9000 and sustainable development 
3.1. Sustainable development 
The sustainable enterprise will be characterized by its ability to achieve a proper balance between the long-
term production capacities (product with the generic sense here) and own resources or the ones from the 
environment. This company will be involved in supporting local and regional sustainable development and will 
have to integrate itself in the horizontal and vertical development of an economic environment (Izvercianu & 
Ivascu, System Information for Risk Evaluation in Sustainable Enterprise, 2012).  
The European Commission launched on April 2000 the tool of “triple basis line” on the request of measuring 
their value, having the following points as subordinated issues: 
x The environment: the impact of the campaign activities on the environment, broadly – natural resources 
usage, rejecting the entire nature, territory occupation. 
x The economic field: in collecting financial performances, the sustainable development means taking into 
consideration the long term perspectives of the companies, their impact on the economic growth in their 
field of activity and obeying the ethical principles in business. 
x The social field: the social consequences of the company as a whole its representatives: employees, 
solicitors, clients, local community (European Commission) 
This vision was completed later in 2010 with the technologic responsibility, a necessity in the current 
economy where technology interacts with all departments (Izvercianu, Risc si sustenbilitate, 2010). 
 
3.2  ISO 9000 
 
The literature shows a clear link between ISO 9000 and TQM (Martinez-Costa, Choi, Martınez, & Martınez-
Lorente, 2009). The ISO 9000 family of standards was created by the Technical Committee ISO / TC 176, 
Quality management and quality assurance, Subcommittee SC 1, concepts and terminology. 
ISO 9000 family of standards has been developed to help organizations, regardless of type, size and product 
provided to design, implement and conduct effective quality management systems. This standard can be used by 
internal and external parties, including certification bodies, to assess the capability of an organization to meet 
customer requirements, laws and regulations and those of the organization. 
On 14 November 2008, ISO published ISO 9001:2008, the latest edition of international quality standards. 
This International Standard describes fundamentals of quality management systems, which are subject to ISO 
9000 family, and defines related terms and elements. After 2004 ISO 9004 was created and it becomes a guide to 
"Management for the sustainable success of year organization. A quality management approach ". This 
intervention in the structure and the benefits of ISO 9000 was necessary because businesses require continuous 
improvement and systematization of results, elements that contribute to the sustainable development of the 
enterprise ( Todorut, 2012). 
The international standard is applicable to the following: 
x organizations seeking advantage through the implementation of a quality management system; 
x product users; 
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x organizations that want to provide their suppliers with the confidence that their requirements will be met for 
the products; 
x those concerned with a mutual understanding of the terminology used in quality management (e.g. suppliers, 
customers, regulators); 
x internal or external organizations that assess the quality management system or audit in accordance with the 
requirements of ISO 9001 (e.g. auditors, regulators, certification / registration bodies); 
x internal or external organizations that provide advice and training on appropriate quality management system; 




Fig. 3. The process of obtaining sustainable development 
Following these presented elements, we can conclude that continuous improvement of the quality of the 
enterprise contributes to the sustainable development of the enterprise, a process that can be summarized as 
shown in figure 3. The authors present the model in which setting the goals and the strategies depending on the 
economic environment helps / forces a continuous improvement of the enterprise that ultimately contributes to 
the sustainable development of the enterprise. 
4. Developing the conceptual model by integrating: the human resource, ISO 9000, TQM and sustainable 
development. 
In developing this approach the authors considered that the human resource, as a key element within the 
enterprise, contributes to the continuous improvement which has to be sustained for the competitive enterprise. 
The continuous improvement, by adopting "total quality", offers the possibility of implementing a complex 
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system of management which contributes to the sustainable development of the enterprise and thus its 
competitiveness. The complex system offers: 
x strategies, objective adopted to the external competitive environment; 
x continuous monitoring of the sustainable development of the enterprise; 
x development of a continuous improvement; 
x continuous innovation; 
x sustainable development of the society; 
x activities to support the quality of human resource. 
This vision is integrated in figure 4.   
 
 
Fig.  4 Conceptual model integrating human resources, ISO 9000, TQM and sustainability 
5. Conclusions 
Throughout this paper the authors developed o series of theoretical models which can be applied to enterprises 
of all sizes, in any business or country. These models would enable the enterprises achieve sustainable 
development and maximize their competitiveness in both local and international markets. 
The major outcomes of this research are: comprehensive literature review, TQM implementation in terms of 
human resources management has a positive impact on the sustainability and competitiveness of the enterprise 
and the presented models offer a holistic view on the positive impact of TQM, human resources management and 
ISO on the sustainability and competitiveness of the enterprise. 
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